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Telecare, obtrusiveness, acceptance and use: an empirical exploration 
 
Abstract 
Introduction: Telecare is increasingly part of WKH8.¶Vhealth and social care arrangements, 
and therefore occupational therapLVWV¶ SUDFWLFH. Understanding factors which influence 
WHOHFDUH¶V acceptance and usage is important to ensure optimal outcomes, both for service 
users and health and social care systems.  
Method: This paper uses data collected by a qualitative, multi-method, longitudinal research 
study (n=60) to explore whether an American PRGHORIµREWUXVLYHQHVV¶(Hensel et al., 2006) 
is applicable to the UK context by examining what factors influence older adulWV¶ acceptance 
and use of telecare.  
Findings: The obtrusiveness model is broadly applicable to the UK context, but there are also 
two further issues which affected the acceptance and use of telecare: the degree of control a 
service user feels they have and the information and support they receive in using their 
devices.  
Conclusion: The obtrusiveness model, plus the two additions (control and information), 
highlight important issues which could assist professionals working with telecare, including 
occupational therapists, in ensuring telecare is both accepted and well-used.  
 
Keywords: telecare, obtrusiveness, qualitative 
 
Introduction 
This paper examines the acceptance and use of telecarei by older adults (65+). Telecare, 
telehealth and assistive technology are on the UK policy agenda, with their roots in the 1960s 
VKHOWHUHG DFFRPPRGDWLRQ VFKHPHV¶ pull-cord systems (Fisk, 2003). These devices are also 
increasingly part of occupational therapists¶ professional repertoires and are likely in future to 
become even more integral, as highlighted by the British College of Occupational Therapists 
(2007) and the Department of Health (Riley et al., 2008). Despite this push for telecare at the 
national policy level, provision amongst local authorities is fragmented and uneven and 
therefore the types of equipment, assessment, installation, monitoring and response services 
differ greatly between localities, as does the role of occupational therapists within these 
systems (Smith, 2002; Hawley, 2002; Verdonck et al., 2011). Nonetheless understanding of 
the factors affecting acceptance and optimal usage is beneficial for occupational therapists 
working in this field as resources will always be wasted unless telecare is used after 
installation. This paper applies WKH IUDPHZRUN RI µREWUXVLYHQHVV¶ FUHDWHG E\ +HQVHO HW DO
(2006) to qualitative, longitudinal data collected via a multi-method approach with 60 older 
adults to DGGUHVV LVVXHV ZKLFK FDQ LQIOXHQFH WHOHFDUH¶V DFFHSWDQFH UHMHFWLRQ RU VXERSWLPDO
use. 
 
Literature review 
Previous research has highlighted issues which affect the acceptance and use of telecare, 
including: stigma (Hamblin, 2014; Pritchard and Brittain, 2014); false alerts (Brownsell and 
Hawley, 2004; Hamblin, 2014); GHYLFHV¶ appearance (Doughty et al., 2000); privacy 
(Brownsell and Hawley, 2004); and personal circumstances, including prior experience of 
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social care (Londei et al., 2009, McCreadie and Tinker, 2005; Yeandle, 2014a; Hanson et al., 
2008; Pape et al., 2002). The reality may be an extremely complex interplay of factors and as 
such, Hensel et al. (2006) created a conceptual framework of obtrusiveness in relation to 
telehealth and assistive technologies following a review of the literature. µOEWUXVLYHQHVV¶ is 
VRPHWKLQJZKLFKLV³undesirably prominent or obtrusive either physically or psychologically 
± or both´ ibid: 430). For example, physical obtrusiveness may include the discomfort of 
wearing a telecare device whilst psychological obtrusiveness can be manifested in XVHUV¶
feelings of anxiety or frustration. The authors highlight that obtrusiveness is context- and 
person-specific, and include not only users but also those who care for them in their model, 
with 22 sub-categories grouped into eight dimensions (Table 1). 
 
7DEOH+HQVHOHWDO¶Vobtrusiveness model  
Dimension Subcategories 
Physical  1. Functional dependence 
2. Discomfort                               
3. Excessive noise 
4. Obstruction           
5. Aesthetic incongruence 
Usability  6. Lack of user friendliness/ accessibility              
7. Additional demands on time and effort                 
Privacy  8. Invasion of personal information                      
9. Violation of the personal space of the home           
Function  10. Malfunction/ sub-optimal performance                  
11. Inaccurate measurement                                             
12. Restricted distance/ time away from home 
13. Perceived lack of usefulness                       
Human Interaction  14. Threat to replace in-person visits 
15. Lack of human response in emergencies               
16. Negative effects on relationships 
Self-concept  17. Symbol of loss of independence                       
18. Cause of embarrassment 
Routine  19. Interference with daily activities                       
20. Acquisition of new rituals                            
Sustainability  21. Affordability concerns  
22. Concern about future needs  
Source: adapted from Hensel et al. (2006: 429) and Courtney et al. (2007: 243).  
 
Hensel at al.¶Vpaper states further empirical work is needed to establish which factors have 
the greatest effect on the adoption and usage of telehealth devices. As such, this paper 
explores the applicability of this framework using empirical data gathered on telecare in the 
two selected English research sites, as well as the varying impact of the dimensions of 
obtrusiveness on uptake and usage. The model has been applied to smart homes via 
secondary data analysis to an American context (Courtney et al., 2007) and therefore this 
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SDSHU DSSOLHV LW WR WKH (QJOLVK FRQWH[W IRU WKH ILUVW WLPH WR WKH DXWKRU¶V NQRZOHGJH The 
UHVHDUFK TXHVWLRQV DGGUHVVHG LQ WKLV SDSHU DUH WKHUHIRUH  ZKHWKHU +HQVHO HW DO¶V 
obtrusiveness framework is applicable empirically to the English context; and 2) what is 
impact of the dimensions of obtrusiveness on the acceptance and use of telecare? 
 
Method 
The GDWD DQDO\VHG XVLQJ +HQVHO HW DO¶V  IUDPHZRUN were collected during a study 
designed to examine the daily experiences of telecare. The methodology used ± µ(YHU\GD\
/LIH $QDO\VLV¶ (/$ (Yeandle et al., 2014b) ± included ethnographic observations and 
qualitative interviews supplemented by creative methods including photography and diaries. 
The VWXG\¶V inclusion criteria were that the participants: had memory problems and/or 
susceptibility to falls; were living in the community; were aged over 65; and were either 
µQHZ¶ users (with devices about to be installed for first time with a change of circumstance 
such as bereavement or hospital discharge prompting self-referral or referral by a health or 
social care professional to the local telecare services) or established (with devices installed 
approximately 12 months previously) telecare users. Recruitment was arranged in partnership 
with two telecare services (one in a northern city and one in a southern county), the Thames 
Valley Dementia and Neurodegenerative Diseases Research Network and Oxford Health 
NHS Foundation Trust who approached existing telecare users and those who had been 
recently referred to the telecare service awaiting assessment. The researchers all received 
ongoing and extensive training from the Bradford Dementia Group to ensure their 
engagement with participants with cognitive impairment was appropriate and sensitive. 
 
Participants were visited 4-6 times over 6-9 months in their own homes, with variation owing 
WR WKHSK\VLFDOIUDLOW\RURWKHUGHPDQGVWKHSDUWLFLSDQWV¶WLPH. This longitudinal aspect was 
key, allowing for the observation of changes in SDUWLFLSDQWV¶DWWLWXGHVWRZDUGVWHOHFDUHRYHU
time, influenced not only by their use of the devices and their interactions with the services 
supporting them, but also by broader changes in their lives. It also meant the insight gained 
was less intense and intrusive for participants. The sessions were also conducted by the same 
researcher each time to build trust and rapport. During these visits, the research team of four 
post-doctoral research fellows made ethnographic observations related to the context within 
which telecare was situated using an observation template, including how the devices were 
used (such their location in the home, any problems encountered, the effect on those 
providing care and support). They also conducted semi-structured qualitative interviews 
which were audio-recorded and transcribed, with topic guides focused not only on telecare 
and any changes that had occurred between sessions, but also issues relevant to the older 
person. The research design enabled any family members, friends, neighbours, carers or care 
ZRUNHUV SURYLGLQJ VXSSRUW WR EH LQFOXGHG ZLWK WKH ROGHU SHUVRQ¶V FRQVHQW). Where 
appropriate participants were offered a tailored µ(/$ ER[¶ which typically included a 
notebook with guidance on its use as a diary, a disposable camera, and paper and stamped-
addressed envelopes for writing to researchers. The participants¶ DSSURDFKHV WR the diaries 
varied, with some recording at length daily activities, concerns and feelings whilst others 
made bullet point-style notes. The photographs taken tended to focus on three main areas: the 
people in their lives; their home and the localities they visited; and things which helped them, 
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including telecare devices and other equipment. For this paper, data was coded using 
computer-aided techniques LQDFFRUGDQFHZLWKDIUDPHZRUNEDVHGRQ+HQVHOHWDO¶V
model, with open coding to also allow for the inclusion of additional factors affecting uptake 
and usage of telecare. 
 
Findings:  
The final sample included 60 peopleii aged over 65 who were either susceptible to falls or had 
cognitive impairment (35 in the former, nine in the latter and 16 were in both categories).  
7KHFKDUDFWHULVWLFVRIWKHVDPSOHDUHOLVWHGLQ7DEOHLQZKLFKDµWHOHFDUHSDFNDJH¶LVGHILQHG
as at least two items of equipment, which may or may not include a pendant (or wrist-worn) 
personal alarm (more information on the sample and method can be found in Yeandle, 
E7KHVWXG\¶VTXDOLWDWLYHQDWXUHPHDQVDUHSUHVHQWDWLYHVDPSOHRIWKHZLGHUSopulation 
of telecare users was not the aim; indeed issues with the data collected by the local authorities 
meant that creating an accurate picture of this wider population was not possible. Though 
some may argue this affects the generalisability of the findings, the in-depth methodology 
provided a valid picture of the use of telecare by older people in these two authorities.  
 
Table 2: Sample characteristics at recruitment to the study 
Characteristic Northern city (n= 24) Southern county (n= 36) Total 
Gender Female: 14 Female: 25 Female: 39 Male: 10 Male: 11 Male: 21 
Age 
60s: 3 60s: 3 60s: 6 
70s: 8 70s: 12 70s: 20 
80s: 12 80s: 11 80s: 23 
90s: 1 90s: 10 90s: 11 
Living alone Yes: 16 Yes: 25 Yes: 41 No: 8 No: 11 No: 19 
Unpaid carer Yes: 23 Yes: 33 Yes: 56 No: 1 No: 3 No: 4 
Paid 
careworker 
Yes: 11 Yes: 13 Yes: 24 
No: 13 No: 23 No: 36 
Telecare 
Pendant alarm only: 2 Pendant alarm only: 30 Pendant alarm only: 32 
Telecare package: 21 Telecare package: 4 Telecare package: 25 
Other: 1 Other: 2 Other: 3 
Note: Devices included in telecare packages (defined as two items or more) linked to 
monitoring centres: GPS devices; bed, door and chair exit sensors; carbon monoxide, smoke, 
flood and temperature extreme sensors; reminder systems; medication dispensers.  
To return to the first research question which explorHV WKH DSSOLFDELOLW\ RI +HQVHO HW DO¶V
paper by examining data related to the rejection or misuse of telecare, issues which 
correspond with their model were identified and are outlined below, as well as two additional 
concerns which are nonetheless important factors in determining whether participants 
accepted and used their devices. The second question this paper seeks to explore ± the impact 
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of the various dimensions of obtrusiveness in terms of the misuse and abandonment of 
devices ± is also woven through this section. All names used in the following section are 
pseudonyms. 
 
First, in terms of the PRGHO¶V physical dimension, dependence on telecare specifically was 
not a significant concern for the VWXG\¶V participants, and nor were there issues related to 
obstruction as the devices tended to be physically small. On occasion, participants did report 
issues related to excessive noise from reminder equipment or during false alerts which could 
be unsettling or annoying, and in some cases did lead to the abandonment of devices, 
demonstrating the impact of this dimension of obtrusiveness. The appearance of devices, 
particularly pendant alarms, was an issue for many of the participants and they were often 
tucked beneath clothing, affecting their usability in an emergency. Some felt devices when 
coupled with other aids for walking marked them as prematurely µROG¶RUZHUH incongruent 
with their clothing or general appearance. One participant noted: ³7KHKRVSLWDOVDLGµ:H¶UH
JRLQJWRRUGHU\RXDZDWFKIRU\RXUZULVWDSHQGDQW¶«:KHQ,JRW LW WKH\FDPHKHUHDQG
VDLGµ7KHUH¶V\RXUQHZZDWFK¶,VDLGµ:KDWDQXJO\WKLQJ¶« I thought, µ,¶PQRWJRLQJWR
KDYHWKDWRQ,¶OOWDNHLW off¶´ µ0UV6PDOO¶V. The pendant alarm cords too were a source 
of embarrassment, becoming discoloured quickly and causing some chaffing and discomfort, 
as one participant noted ³,ZDQWDJROGFKDLQ,GRQ¶WOLNHWKHURSH&RXOGWKH\QRWPDNHOLNH
a lLWWOHEUDFHOHW"<HVLW
VIRUDQHPHUJHQF\<RXFDQ¶WH[SHFWLWWREHEHDXWLIXOEXWZKHQWKH
JROGRQHVFRPHRXW,ZDQWWREHILUVWRQWKHOLVW´ µ0UV7\QH¶V. 
 
Lack of user friendliness, in terms of the usability dimension, was an issue for devices 
requiring participants to activate them, as conditions such as arthritis made this difficult and 
though the manufacturer provided accessible adaptors, their prevalence in the sample was 
limited. Participants and carers alike were concerned about additional demands on time as 
they worried about the ability the devices required, especially if unfamiliar with technology 
generally. For example, one carer recounted an incident with a medication reminder: ³,
thought to myself, µRKLW¶VSUREDEO\WKHEDWWHU\VR,¶OOSXWWKHQHZRQHV¶.  Then I put the new 
ones in, error message, µscream, scream, scream¶6R,¶OOKDYHWRSKRQHWKHP$QG\RXVHH
this is another thing about being a carer- WKHUH¶VDOZD\VRQHPRUHSKRQHFDOO WRPDNH\HW
another arrangement. Oh, it H[KDXVWV LW JHQXLQHO\ H[KDXVWV PH´ IDPLO\ PHPEHU RI µ0UV
%DUQDUG¶V. 5HODWHGWRWKLVZDVWKHLPSDFWRQFDUHUV¶WLPHLIGHYLFHVZHUHXVHGDVPDQ\
participants reported they had not pressed their pendant alarms when they had fallen as they 
did not want to disturb those who cared for them, as one explained: ³,GLGQ
WZDQWWRERWKHU
her [daughter] RUP\VRQIRUWKDW7KH\ERWKVDLGµ:K\GLGQ't you tell us? :H
GKDYHFRPH¶,
VDLGµ
,NQRZ\RXZRXOGKDYHGRQHEXWLI,FDQPDQDJH,ZLOOPDQDJH¶´ µ0UV&DVK¶V. 
3DUWLFLSDQWV IUHTXHQWO\XVHG WKH ODQJXDJHRIQRWZDQWLQJ WR µERWKHUSHRSOH¶DV WKHUDWLRQDOH
for not using their devices in an emergency.  
 
Privacy did not emerge as a significant issue for the participants, perhaps a reflection that 
many KDGRQO\µUHDFWLYH¶ first generation pendant alarms which they may not have felt had 
WKH FDSDFLW\ WR µVS\¶ or collect personal information. In terms of changes to the home 
environment, though the installation of telecare did not involve a significant disruption to her 
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KRPH HQYLURQPHQW LW ZDV µERXQG XS¶ ZLWK EURDGHU XQZHOFRPH FKDQJHV )RU VRPH Ds 
previous sleeping and toileting arrangements were made inaccessible by stairs, µIURQWURRPV¶
which were once for socialising became µPXOWLSXUSRVH¶ spaces when beds, commodes and 
other aids were installed. In addition, familiar objects were removed to make way for items 
such as hoists and hospital beds, upsetting some participants as did the shift in the function of 
these rooms from social spaces to more private spaces. One participant noted about the 
changes made to her home, including the addition of telecare: ³:KHQ,FDPHLQIURPKRVSLWDO
VKHVDLGµ:H
YHKDGWRPRYHWKLQJVVR\RXZRQ
WIDOO¶DQG,VDLGµ,WLVQ
WP\KRXVHQRZ¶,
YH
been here forty-four yearV DQG LW ORRNV HQWLUHO\ GLIIHUHQW´ µ0UV 6PDOO¶, 80s). For others, 
when accompanied with these wider changes, telecare would be accepted as compared to 
ZKDWSDUWLFLSDQWVIHOWZDVµWKHQH[WVWHS¶UHVLGHQWLDOFDUHRUPRYLQJKRPHthe devices were 
VHHQDVWKHµOHDVWZRUVWRSWLRQ¶  
 
Participants also reported issues related to the functionality of the devices. In relation to 
malfunction or sub-optimal performance, a few in the study made negative comments about 
response arrangements when alerts were triggered, as they felt the responders took too long to 
reach them when they had activated their devices in emergencies; as a result in two cases 
participants chose alternative providers. Inaccurate measurement with some devices could be 
off-putting (with bed sensors and, in particular, fall detectors cited as either too sensitive or 
QRWVHQVLWLYHHQRXJKWRUHFRUGDµVRIWIDOO¶and lead to their removal. A further issue related 
to functionality was the perception of usefulness and there were participants who felt that the 
WHOHFDUHZDVQRWUHDOO\µIRUWKHP¶but was there to provide reassurance to those who cared for 
them. As such, some only wore their pendant alarms when they were expecting their carers as 
visitors, and not when they were alone (and arguably when the risk was greatest). Restriction 
in distance or time away from home was applicable to GPS devices which needed to be 
recharged and pendant alarms in cases where participants¶large gardens would put them out 
of range of the receiver, limiting the activities they felt comfortable doing outside.  
 
The human interaction dimension, such as the threat to in-person visits was not cited by 
participants as a concern, though one did note ³EULQJ DOO WKH WHFKQRORJ\ ZDQW LQ EXW LW
GRHVQ¶W UHSODFH SHRSOH´ µ0UV :RROOH\¶ V. Regarding human response to emergencies, 
those who had used their telecare device generally were positive, with the exception of a few 
who felt the response teams did not arrive quickly enough. Equally important was the 
response participants received when they accidently activated their device, as one noted: ³WKH
great comfort is knowing that when you hit tKDWDQG WKH\VSHDN WR\RX WKH\¶UHVRQLFH«LI
WKH\VDLGµ:KDWGR\RXZDQW"¶7KDWZRXOGEHSXWPHRII\HV%XW WKH\VD\µ1RZDUH\RX
VXUH\RX¶UHRND\¶´ µ0UV%DUQDUG¶V. There was criticism related to coordination between 
different parts of the system: for example, one participant found they could not use their 
alarm to speak to their support worker and in a few cases, there was a lack of coordination 
between the response centre and the installation team when adjustments were requested by 
participants. There was for some a positive effect on relationships as telecare¶s installation 
was seen as a way of reducing the strain on caring networks by providing with reassurance. 
Linked to the discussion of additional demands on time (usability dimension), this 
occasionally led to a paradox: though telecare was often installed to provide safety and 
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VHFXULW\IRUWKHROGHUSHUVRQDQGµSHDFHRIPLQG¶IRUWKRVHFDULQJIRUWKHP, some participants 
were reluctant to activate the telecare DVWKH\IHOWWKLVZRXOGPDNHWKHPDµEXUGHQ¶to those 
on their response list. PDUWLFLSDQWV RIWHQ PDGH WKH GLVWLQFWLRQ EHWZHHQ µEDG¶ falls which 
UHTXLUHGWKHXVHRIWHOHFDUHDQGµVOLSV¶µWULSV¶DQGµVWXPEOHV¶ZKLFKZRXOGQRWWKHODWWHUZHUH
at least initially kept from family members, creating tensions in caring networks. In addition, 
false alerts were of particular concern and led participants to remove their telecare, in 
particular at night, when showering or in a few cases, more permanently. Carers were often 
accepting of false alerts as the security the telecare provided outweighed such shortcomings. 
For a minority however, telecare could have a negative effect their relationships with those 
ZKRFDUHGIRUWKHPDVWKH\IHOWµQDJJHG¶WRZHDUWKHLUGHYLFHVZLWKRQHparticipant noting: ³,
do as ,¶PWROGUHJDUGVWRWKLVWKLQJ,W¶VOLNHEHLQJDWVFKRRODJDLQ- what you should do and 
VKRXOGQ¶WGR´µ0UV%DWHV¶0s). 
 
A key issue for many participants which affected their use of telecare was the way it 
interacted with their self-concept. As explored in terms of the privacy dimension, some saw 
it as a trade-off, as though accepting telecare was a sign that they were vulnerable, it also 
reduced risk and therefore the likelihood they would have to take more drastic steps, such as 
moving home. A participant explained: ³,W JLYHV P\ GDXJKWHU SHDFH RI PLQG EHFDXVH VKH
lives quite a way off and with the panic button and such like, someone would always be there 
LI ,QHHGHG WKHP«6KHKDGZDQWHG WRFKDQJHKHUGLQLQJUoom into a bedroom and I said, 
µYou're not changing your house for me. I'll go to my own home¶´. µ0UV7\QH¶V This 
also is linked with issues related to telecare as signifying a loss of independence, as though 
many research participants felt the telecare was unsightly and therefore potentially 
stigmatising, it was also DµJRRGLGHD¶when seen as SDUWRIDµELJJHUSLFWXUH¶- if it could help 
them achieve their ultimate goal of remaining independent, active and easing their caring 
QHWZRUNV¶FRQFHUQVWKH\RYHUORRNed its appearance. Some noted that their telecare preserved 
WKHLU LQGHSHQGHQFH ³as you get older and you have to depend on maybe other people or 
different things, you feel it's part of your independence being taken away, but then when we 
got it and we realised it freed us up from worry, so that bit of independence had actually been 
given baFNWRPH´ µ0UV6ZDOORZ¶V. An additional threat to the identity of participants as 
active and independent was social embarrassment, linked to feelings around being seen as 
µROG¶E\RWKHUVZKLFKsome FRPEDWHGE\µUHIUDPLQJ¶µROG-DJHLGHQWLILHUV¶VXFKDVWHOHFDUHWR
reduce the stigma associated with them, with some opting to reframe their pendant alarm as 
µOXFN\FKDUPs¶, reminding WKHPWRµJRVWHDG\¶ 
 
*HQHUDOO\WKHSDUWLFLSDQWV¶WHOHFDUHGHYLFHVGLG not change or restrict their daily activities or 
routines, aside from remembering to wear their pendant alarms, fall detectors or GPS 
devices. Conversely, many reported activities were enhanced as areas of their homes which 
KDGEHFRPHLQDFFHVVLEOHRUµRXWRIERXQGV¶IROORZLQJ LQMXU\RU LOOQHVV such as gardens and 
staircases felt µOHVV ULVN\¶ with telecare. In the wider community, GPS devices provided 
sufficient reassurance for the carers of participants with memory problems to enable them to 
continue to go out alone. However, for a few participants, bed sensors created new routines 
and risksDVWKH\IHOWWKH\KDGWRµUXVK¶WRJHWEDFNWREHGEHIRUHDQDOHUWZDVWULJJHUHG 
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Issues of cost and the sustainability of telecare did arise. The research took place in two 
different local authorities with different commissioning arrangements. At the start of the 
study, one provided a free service, yet as the fieldwork was ending, participants received a 
letter informing them that fees would be introduced the following year. Some participants 
were unsure whether they would continue to use the service. In the other local authority, the 
telecare service was means-tested, which too caused concern for some as the financial 
assessment outcome was revealed around five weeks after telecare installation, creating a 
great deal of uncertainty. It was also clear that some care professionals involved in the 
assessment and installation of the telecare did not understand the charging policy and 
misadvised some participants. Future needs had an inverse effect on obtrusiveness for some 
participants: rather than rejecting telecare because it may not meet future requirements, some 
had it installed to meet needs they were anticipating. 
 
Though most of the obtrusiveness model applied to the data to varying degrees, two key 
additional issues emerged. Control was important first in terms of the decision to install 
WHOHFDUHRULQVWLJDWHRWKHUFKDQJHVWR WKHKRPHDVZKHUHSDUWLFLSDQWVIHOWµSRZHUOHVV¶ WKH\
were less likely to accept their devices or view them positively. As one participant noted 
telecare was pDUW RI D ZLGHU VHW RI FKDQJHV ³,¶P QRZ EHJLQQLQJ WR XQGHUVWDQG DV DJH LV
catching up with me that I am being forced ± notice my word here ± I am being forced in little 
ZD\VWREHFRPHGHSHQGHQWRQVRPHERG\HOVH,¶PEHLQJFKHFNHGXSRQ«LW¶VDQLQWHUHVWLQJ 
DVSHFWEXWQRWRQHWKDW,QHFHVVDULO\OLNH,¶YHEHHQWRRLQGHSHQGHQWIRUWRRPDQ\\HDUV«LW¶V
QLFH WRNQRZWKDW WKH\DUH WKHUH LQ WKHEDFNJURXQGEXWKRZFDQ,SXW WKLV ,GRQ¶WZDQW WR
EHFRPHGHSHQGHQW´µ0U(DYHV¶V. Second, control was important in terms of using the 
devices as one participant noted: ³$VORQJDV,FDQFRQWUROLW\RXNQRZ<RXNQRZWKHUHDUH
VRPHGHFLVLRQV,KDYHWRPDNHIRUP\VHOI,IHHODQGZKDW,FDQFRSHZLWKZKDW
VEHVW´µ0UV
+RXVH¶ V. This issue of being able to control the outcome of using pendant alarms in 
particular ± being able to decide whether an ambulance, a carer or an agency responder was 
sent ± was important to participants. Though in theory whenever an alert was triggered by all 
home-based devices in the sample, the participants should have had the option to cancel the 
call verbally or give instructions to the response centre, many were sceptical, noting this 
would be more difficult if they were incapacitated away response box, which in turn made 
some reluctant to use their alarms.  
 
The second important factor not included in the obtrusiveness framework but influencing the 
use of telecare in the sample was information and ongoing support. When asked how their 
telecare devices worked, or what would happen when they were activated, participants often 
reported confusion. Many who had never activated their telecare device(s) were unclear about 
what would happen if they did; they were unsure as to who would answer the call, whether an 
ambulance would attend and how the responder would access their property. This was in part 
due to difficult circumstances when telecare was installed ± often following bereavement, 
illness, or as part of hospital discharge arrangements ± but also related to information 
provided at installation, which was in some cases incorrect (e.g. whether pendant alarms 
FRXOGEHZRUQLQWKHVKRZHURULQFRPSOHWH8VHUV¶NQRZOHGJHRIKRZWRXVHWKHGHYLFHVKDG
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an impact on the uptake and usage of telecare: if participants were unsure, they tended to 
avoid using the devices. $IXUWKHULVVXHUHODWHGWRLQIRUPDWLRQZDVSDUWLFLSDQWV¶H[SHFWDWLRQV
regarding the response. Devices and response arrangements could work entirely as planned 
but if the participant had a different understanding of what would happen, this was very 
disconcerting, particularly when an emergency responder attended instead of a family 
member. These first experiences were crucial, often determining whether the participants 
would ever use their devices again. 
 
Discussion and implications:  
Telecare devices are increasingly important to occupational therapy practice due to their 
prominence in health and social care arrangements and without a clear understanding of 
factors affecting usage, telecare is likely to fail to live up to the promise presented by 
policymakers. :KHQDQDO\VLQJWKLVSURMHFW¶VGDWDLWLVLPSRUWDQWWRHPSKDVLVHWKDWWKHUHZHUH
many positive experiences and attitudes towards telecare amongst the sample, from those 
who had successfully used their devices in an emergency to those who had yet to do so but 
QRQHWKHOHVV µIHOW VDIHU¶ <HW DW WKH VDPH WLPH WKHUH ZHUH PDQ\ LQ WKH VDPSOH ± including 
some who argued they felt safer with their devices ± who were not using their telecare as 
intended: for example, not wearing their pendant alarms or not activating them when they 
fell. On the surface, therefore, telecare had been installed without issue and risks within the 
home reduced, but in reality some participants were unable or unwilling to use their devices 
in an emergency. With this in mind, this paper applied a model of obtrusiveness developed in 
America (Hensel et al., 2006) to the English context to establish whether it could provide 
lessons for practitioners involved in the delivery of telecare, including occupational therapists 
to both address issues related to risk for service users and wasted resources. The model was 
largely applicable, though this paper also highlighted two further issues related to the 
installation and introduction of telecare which had a bearing on the acceptance and use of 
devices by a sample of older adults: the degree they felt in control of their social care 
arrangements and the information and support they received in using their devices. These 
issues should be important considerations for any professionals working with telecare to 
maximise its acceptance and effective use.   
 
In terms of the limitations of this paper, the qualitative nature of the study means that a 
representative sample of telecare users was not the aim and the generalisability of the 
findings may be critiqued, as discussed in the Methods section. The sample included only 
people who had telecare installed in their homes and as such does not include those who had 
completely abandoned all devices who arguably are those who may have found issues related 
to obtrusiveness hardest to overcome. However, within the sample there were those who 
despite having telecare in their homes were not actively using their devices and indeed a few 
had some items uninstalled during their involvement in the study, providing important insight 
into the factors influencing these decisions. Future work should include those who have 
abandoned or refused all devices to address whether the same model of obtrusiveness applies. 
In addition, a practical guide for professionals involved in telecare delivery influenced by this 
PRGHORIREWUXVLYHQHVVDQGWKLVSDSHU¶VHPSLULFDOILQGLQJVDOVRPHULWVIXUWKHUZRUN 
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Conclusion 
This paper explorHG WKH IDFWRUV ZKLFK LQIOXHQFH WHOHFDUH¶V DFFHSWDQFH DQG RSWLPDO XVH E\
older adults. Telecare is a key part of health and social care arrangements, and consideration 
of issues related both to the obtrusiveness model outlined and explored empirically above 
will help professionals ensure devices are accepted and used effectively. In addition, two 
further issues which affect the uptake and use of telecare ± the degree of control a person 
feels they have over their health and social care arrangements, and the information and 
support they receive in using telecare ± emerged from the data. These aspects were integral to 
the experience of telecare by the participants, and determined whether or not they would 
accept and use the devices as intended. 
 
Key findings  
- Obtrusiveness (Hensel et al., 2006) affects the adoption and usage of telecare.  
- Feeling of control over social care arrangements, including telecare, and information 
and support are also important.  
What the study has added  
Occupational therapists should consider the obtrusiveness of telecare when offering them as 
part of wider support arrangements as this impacts uptake and subsequent usage. Control and 
information are also key.   
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i
 Defined as ³HTXLSPHQWDQGGHWHFWRUVWKDWSURYLGHFRQWLQXRXVDXWRPDWLFDQGremote 
monitoring of care needs emergencies and lifestyle changes, using information and 
communication technology (ICT) to trigger human responses, or shut down equipment to 
SUHYHQWKD]DUGV´ (Scottish Government, 2008) 
ii
 Initially 70 people were recruited and of these, 10 (nine in the northern city and one in the 
southern county) withdrew prematurely because of a deterioration in health affecting the 
research participant or his / her spouse and in two cases a research participant died before 
completing the study. 
